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QUALITY OF COMMITTEE May 2022 

STRATEGIC OBJECTIVE(S):

Quality of Care √ Volunteering strengthens quality of care. 

People √ Our workforce is enhanced by the skills and experience of volunteers. 

Modern Healthcare √  

Digital √ Making use of volunteer iPads and ward phones to assist patients with 
WhatsApp, Facetime and telephone calls. 

Collaborate √ Collaborating with regional partners is key to this service. 

EXECUTIVE 
SUMMARY

This Annual Report provides a summary of the key developments and 
achievements in relation to the Volunteers’ service with a brief plan and outline 
for 2022/23. 

Activity
During 2021/22, there were 96 volunteering applications received April to 
December 2021, 87 of these were processed and approximately 55 started. 
Between January to March 2022 of the 78 applications received with 50% 
started. 

Particular achievements
 Supporting IPC checks at ASPH doors. 
 Successful advertising campaign for volunteering opportunities. 
 Introduction of new roles in response to needs from the wards. 
 Award of Winter Volunteering programme grant of £19k. 
 The manning of the visitor booking line successfully brought families 

together while visiting restrictions were in place.  This continues to be 
supported by volunteers in 2022/23. 
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Partnership working

The Trust continues to participate in partnership with Royal Holloway University 
of London, which gives students an opportunity to volunteer at the Trust and 
Voluntary Support North Surrey.  This provides the Trust with an additional 
resource for maintaining external grounds, although this was on hold during the 
pandemic.  

Future aims – Policy refresh and continue to recruit volunteers to the Trust. 
Continue local networking.  Update of Trust website Volunteers section.  

RECOMMENDATION: Approval 
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1.0 Background and Governance 

Ashford and St Peter’s Hospitals NHS Foundation Trust is proud of its volunteers who 
work in a wide range of areas across Ashford, St Peter’s and Woking community 
Hospitals.  They support to improve the experience for patients, their families, and carers 
and that of our clinical teams in the roles they undertake day-to-day.   
The Volunteers’ Service is managed by the Volunteer Coordinator with support provided 
by the Administrative Assistant and overseen by the Deputy Head of Patient Experience 
and Involvement.  This framework provides support to our volunteers from their initial 
onboarding, guiding them through mandatory pre-engagement checks to being a resource 
for whom Volunteers can access for support across our Trust sites.   

Volunteers contribute to and undertake a variety of roles; having a well designed and 
managed service allows the opportunity to create engagement with our patient community 
and develop new skills.  Additional benefits of volunteering include maintaining a level of 
physical activity as well as breaking down social isolation barriers for many.  Furthermore, 
volunteering can assist people who would like to gain experience in a healthcare 
environment and provide the opportunity to develop skills and knowledge transferable in 
the wider workforce.  

It is also a huge benefit for both the mental and physical health to the many senior aged 
volunteers that feel a real sense of worth and are rewarded assisting others, socialising 
and making new friends with other volunteers. 

The Quality and governance of the Volunteers’ Service is monitored quarterly by the 
Patient Experience Monitoring Group (PEMG) and its operational work is governed by 
local Trust policy. The Trust’s Use of Volunteers policy is due to be refreshed as part of the 
improvement work in Section 2.0 below. 

2.0 Strategic Working in Line with the National Agenda

An estimated three million people volunteer in the Health and Care Sectors in England1.  
Volunteering is core to how the NHS works with communities and is an integral part of the 
NHS Long Term Plan launched in January 2019.  Chapter 4 of the Long-Term Plan2 sets 
out how NHS staff will get the backing they need and includes a section on volunteering. 

The Long-Term Plan includes an ambitious goal to encourage NHS organisations to give 
greater access for younger volunteers through programmes such as #iWill, including those 
volunteers with mental health and learning disabilities.   

The Trust does not currently have either a Volunteers’ Strategy or an Annual Work plan; 
the development and implementation of these will be undertaken in 2022/23.  National 
guidance from the NHS Long Term Plan and NHS England Get Involved will inform this 
work.  The Volunteers strategy will be in line with the Trusts vision, strategy, and values 
with the benefits of volunteering being clear, well managed across the service and 
reviewed regularly.  The strategy will document a positive approach to inclusion across all 

1 https://www.england.nhs.uk/participation/resources/volunteering-guidance/ 
2 https://www.longtermplan.nhs.uk/online-version/ 
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social groups and promote an accessible route for volunteering opportunities which is 
welcoming and inclusive, and in line with the Trusts inclusion, diversity and equality aims.  
Investing in Volunteers 2021 will be used to support this work mapping onto the six quality 
areas3.  

3.0 Local Networking  

University Engagement: 

The Trust continues to partner with the Royal Holloway University of London, in providing 
students the opportunity to volunteer at the Trust and Voluntary Support North Surrey.  
Further scoping work will be undertaken in 2022/23 to develop this further and perform a 
scoping exercise to see whether engagement can be linked to students at the University of 
Surrey, Guildford, and build a likewise rapport with that established with the Royal 
Holloway.   

Local Initiatives: 

Weekly advertisement for volunteering opportunities continues to be successful.  For 
2022/23 close monitoring of those who show interest in volunteering, those who apply for a 
position and start will be assessed.  Month on month we expect recruitment for our 
volunteer workforce to improve; it is expected that successful roll out of the Assemble 
Platform, discussed in section 4, will contribute to this. 

4.0 Changes and Key Achievements within the Volunteers’ Service  

The Trust was awarded a grant of £19k for ASPH volunteers from the Winter Volunteering 
Fund.  The driver from this fund is to streamline and speed up the recruitment of 
volunteers in the organisation via the procurement of Assemble, a type of management 
software.  Historically the process of onboarding is very labour intensive.  Assemble, will 
allow for an easier application process from those wishing to volunteer, aide greater 
communication between the Volunteers Coordinator and the volunteers; whilst also 
providing a real time snapshot of the recruitment process.  By adopting Assemble at 
ASPH, it will invest in the volunteer’s experience to strengthen the management of our 
recruitment processes and improve and build working relationships. 

Assemble 
Assemble provides a platform allowing all records to be kept in one place to streamline the 
processes involved during onboarding thus allowing for accurate record keeping and 
reducing the time taken to onboard volunteers and enable full management oversight of 
the process.  The app also allows shifts to be scheduled and furthermore is a 
communication tool between the coordinator and volunteers captured on one platform.  
The app will allow for overall improvement management of the onboarding process as well 
as continued communication with the Trusts volunteers and remove the restraints of the 
manual process.  Support will be provided to all volunteers across the organisation, as this 
will involve a period of transition and change to Assemble.      

3 https://iiv.investinginvolunteers.org.uk/about/iiv-mapping-guide 
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Uniform 
All volunteers are provided with a bespoke volunteer’s polo shirt which provides an 
appropriate uniform whilst on the Trust premises making them readily identifiable.    

Visitor Booking Line 
The Trust remained closed to visitors due to the Covid pandemic until very recently.  When 
the doors were closed the Visitor booking line was fundamental in bringing families 
together whilst restrictions were in place.  Contact for loved ones was facilitated through 
phone calls, Facetime and WhatsApp calls as well as cards and pre-recorded video 
messages provided to patients on the ward; where possible and in accordance with IPC 
measures. 

In February 2022 the Trust re-opened visiting; the Visitor booking line was essential in 
supporting this service taking pressure from the ward areas from families requesting visits 
with their relatives and friends by booking in one hour visiting slots.  Since the Trust 
reopened to visitors the booking line takes an average 200-250 calls a day (with 80-100 
messages left requiring a response) from families requesting a visit with their loved one.    

The booking line has been facilitated by bank staff, but our dedicated volunteers have 
been an enormous asset in answering calls and responding to voice messages.  Both are 
key to maintaining contact for families separated at a difficult time.  Volunteers will 
continue to play a key role with the visitor booking line alongside the bank staff.   

5.0 Service Development  

During 2021/2022 the following programmes have continued to develop and benefit 
operational services and patients: 

 IPC screening on the doors of St Peters Hospital 
 A&E runners 
 Visitor Booking line 
 Dedicated ward assistants 
 Dedicated Ward Clerk – Falcon Ward 
 Dedicated support to Bereavement services 

Initiatives to develop the service further in 2022/23 include: 
 Viewpoint Champions across both Ashford and St Peter’s sites
 Support with patient flow on CAU 
 Volunteer support to the PALS service  

Training: 
Assemble will streamline our onboarding and ongoing management of our volunteers. 
Along with this, there will also be work on defining an induction programme for our 
volunteers tailored to them and include the required mandatory training as part of health 
and safety at the Trust but also include practical sessions such as settling into a clinical 
environment e.g., ward clerking, and other training as deemed appropriate.  The Trust will 
develop our own branded induction programme with input from our volunteers, patient 
panel and wider colleagues in the patient experience department.  All volunteers will be 
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required to update their training as part of ongoing management and support whilst 
ensuring that all regulatory checks have been undertaken as required for all those 
volunteering on site. 

Website: 
A review of the information provided on the Trust website will be undertaken and updated 
from information shared in this report.  The introduction of Assemble, a section on what 
volunteering opportunities look like at the Trust and a ‘meet the team’ section will be 
developed to personalise the information for the Volunteers.  From this portal it will be 
possible for anyone interested in volunteering to read about the types of work that can be 
undertaken when volunteering, as well as a section on training and making an application 
to become a volunteer.   

6.0 Saying thanks to our volunteers

Celebrations: 

Christmas Lunch 2021 

Unfortunately, the annual Christmas lunch could not take place due to the COVID-19 
restrictions.  The Trust looks forward to welcoming the opportunity to re-establish this for 
Christmas 2022.  

Volunteer of the year 2022  

The Annual award which recognises a volunteer of the year will be announced in 
September 2022.   

Volunteers Week 2022 Celebration 

Volunteers’ week 2022 is in June around the time of the Queens Platinum Jubilee 
celebrations.  Given that Covid restrictions have eased, the Volunteers management team 
are planning a celebration of thanks for all that the Volunteers have done and continue to 
do for our hospitals, patients, families, and staff.  The event, planned in line with National 
Volunteers week, will take on the theme of the Queens Platinum Jubilee celebrations.  The 
Volunteers Administrative Assistant is working with Brooklands College to research 
hosting a lunch for up to 70 Volunteers to mark this event.  Funding will be from a 
charitable donation specifically allocated to our Volunteers.  Invitations will be sent to our 
Volunteers, and we are working with local businesses to see whether any would like to 
donate towards a goodie bag to be taken away on the day.   

To mark the event and as a personal thank you, the volunteer management team are 
aiming to create personalised ‘thank you’ cards for each volunteer across the organisation 
developed by local children.  Those on the wards at the hospital, the day children’s nursery 
- First Steps Day Nursery (ASPH sites), local schools and nurseries management teams 
will be contacted to see whether they would consider contributing to this special thank you.  
The aim will be for the children to develop a card which can be given to all our volunteers 
across the organisation during National Volunteers week as we say ‘Thank you’ for their 
dedication to our organisation.   
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Retention 

The Trust continues to be supported by a loyal group of volunteers and during 2021/2022 
some volunteers were inspired to apply for paid employment as either permanent or 
temporary staff, alongside their voluntary roles.  The experience our volunteers gain in 
their work with us is fundamental in shaping future opportunities for those wishing to work 
at the Trust as a paid member of staff.   

7.0 Recommended improvement action areas for 2022/23 

Key recommended improvement areas are shown below.   

Future improvement areas for 2022/23 

Governance  
Strategy and 
Annual Plan 

Formulate and incorporate national guidance using frameworks listed 
throughout this report  

Policy refresh Review all policies and processes in line with the introduction of 
Assemble  

Service expansion
Continue 
recruitment 

Increase our pool of volunteers month on month 
Embed and integrate Assemble into the management of Volunteer 
services and review how this affects the onboarding process and 
management of Volunteers.  

Website 
Development 

Update current website information, including volunteering roles and 
opportunities 

8.0 Summary 

The Volunteers’ Service has had a successful year and an exciting year for 2022/23.  The 
introduction of Assemble will undoubtedly develop an already well driven service.  The 
areas for action during 2022/23 will be: 

 Strengthen our work in this national priority area.  
 Develop our external website and update information to include profile of 

volunteering roles available and design a ‘meet and greet’ section. 
 Increase engagement month on month of volunteers joining our services at ASPH.   
 Continue to promote volunteering at ASPH at as many events as possible as well 

as through social media channels. 


